Approaching an upset person: body language and verbal communications.
The author, a leading innovator and trainer in the field of aggressive behavior management, focuses in this article on non-verbal and verbal signals which, he says, are the most widely used forms of communications. Nevertheless, he reports, these are the most often neglected areas of training by health care workers. Development of physical presence and communications skills alone could handle up to 98% of the incidents potentially requiring force, he claims.